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McCardle Cars Ltd

McCardle Cars Ltd is a motor car dealership that currently has two branches, in Durham and York. The
company was established in 2008 by twins Jade and Ryan McCardle.

The experience and expertise that Jade and Ryan gained through working in a successful family
business helped them decide to strike out on their own. Within their own company Jade is Chief
Executive Officer (CEO) and responsible for Marketing and Business Support, whilst Ryan is Sales and
Services Director.

(Source: Getty Images)

Mission, Vision and Values

The McCardle twins have set out their mission, vision and values for the company in a statement
which they have called McCardle MV2

Their Mission Statement is simply “To create a world class motor car retail operation that would
benefit our customers, suppliers, staff and the communities we serve’.

The vision statement identifies the broad objectives the company is aiming to achieve. These are to:

» develop a culture of customer delight measured through feedback from customers,
suppliers and community initiatives

» ensure enhanced staff satisfaction through investment in their well-being,
professional development and recognising their value to the company

« measure business performance based on clear key performance indicators.

Additionally McCardle MV?s core values set out the principles and standards that determine the ethos
and culture of the company.

Both of the current showrooms of McCardle Cars Ltd are doing quite well under the current economic
conditions. Jade and Ryan are considering opening another motor car retail outlet.

Although relatively successful, Jade and Ryan have decided not to use all of their own money to
invest in a new car showroom outlet and will be approaching the bank for a loan. The bank requires a
detailed business plan as part of their application.
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Market Research

Jade conducted some market research on the new car market before opening the Durham and

York showrooms. However, most of the business decisions were based on the twins’ knowledge and
experience of the motor car retail trade rather than any extensive formal market research. As a result
they decided the business would focus on specific car dealerships offering a full range of models that
would appeal to a wide range of target markets. The dealerships offer:

« Family saloons and people carriers: for young professionals with one or more children
and pets

« Small, economical city cars: for professionals working in city centres, especially
attractive to female drivers over the age of 30 years

« Mid-range to luxury high end cars for company fleets to regional small to medium
enterprises (SME).

Since McCardle Cars Ltd was established the UK economy has undergone significant fluctuations. Jade
is planning to carry out extensive market research to inform the business plan.

Internal market research is collected from each sale. The company sales data includes details of
each customer’s name, contact details, date of purchase as well as the type and make of car. This
information is used to send warranty, service and MOT reminders, invites to open days, sales events
and special offers. Responses and attendance at events are also captured.

Feedback from customers is collected on a continuous basis with follow-up calls being made after
every sale or service. A standard questionnaire is used to collect information on a series of key
customer services areas. The questions asked link to the customer service objectives set out in the
original McCardle MV? statement.

During her market research activities, Jade has come across the following information from a
published research report in a trade journal:

“Mintel’s forecast of car sales continues to make disappointing reading for the car industry. New
car sales are forecast to decline year on year to 2016, although used car sales show better potential
(forecast to rise 9% in the same period). Neither sector, however, will see a return to pre-recession
levels for several years.”

(Source: Car Retailing UK: August 2011)

Jade has chosen to present her research in the form of a situational analysis which she keeps regularly
updated as she gathers new data. This forms the basis of her marketing strategies.
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The Marketing Mix

As part of her responsibility for marketing, Jade coordinates and reviews the company’s marketing
mix.

The current showrooms are located on the outskirts of two relatively small cities. Both Durham
and York have a good infrastructure for transport. Customers are drawn from the cities and their
surrounding areas.

The busiest times of year for the business are in March and September when the car registrations
change. There is a lot of prestige in being the first to have the new registration plates.

Competition in the retail motor car trade is fierce and companies have to offer something extra to
constantly attract customers. The McCardle name is synonymous with excellent customer service
and the current company benefits from this historical connection. McCardle Cars Ltd uses excellent
customer service and support to differentiate themselves from their competitors.

They also compete on price, stating in all of their promotional material that McCardle Cars Ltd will
match any genuine price deal on a new car. Most of the cars are competitively priced and there are
monthly deals for particular models throughout the year.

The product range includes a number of dealerships with leading manufacturers:
« BMW and Mini in the York showroom
« Vauxhall and Chevrolet in the Durham showroom.

Each outlet offers the full range of saloons, hatchbacks, sports and luxury vehicles alongside well-
regarded service and repair departments.

McCardle Cars Ltd is not in the second-hand car market at this point in time. Any part exchange
vehicles are either sold on to other dealers or sent to auction for a quick cash return.

Ryan is interested in introducing new models such as the emission-free electric models currently
under development by most of the major car manufacturers.

Jade ensures the company undertakes regular promotional activities. The company mascot is a giant
panda, Cuddles McCardle, who is in attendance at all of the open day and family fun events. Cuddles
McCardle is also one of the main charity fundraisers for the company’s community initiatives. He takes
part in events such as the Great North Run and the London Marathon. Cuddles has a blog, Twitter
account and Facebook page in which he highlights his fund-raising antics. Every year the company
adopts a local charity to raise funds for.

The company won the New Dealership of the Year Award in a previous Motor Trader Industry Awards
ceremony. This year they were Highly Commended in the Customer Care Award category, something
they aim to win next year.

Jade and Ryan are considering exhibiting at the next annual Motor Show. Until now they have
attended only as delegates.

However, Ryan believes that their best promotional strategy is their focus on personal selling. He
believes that this is successful because of the excellent skills of their sales force.
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Answer ALL questions.

Jade McCardle is conducting some extensive market research and has come across the
following information:

“Mintel’s forecast of car sales continues to make disappointing reading for the car
industry. New car sales are forecast to decline year on year to 2016, although used car
sales show better potential (forecast to rise 9% in the same period). Neither sector,
however, will see a return to pre-recession levels for several years.”

(Source: Car Retailing UK: August 2011)

1 (a) Explain one way McCardle Cars Ltd can use market research to keep ahead of its
competitors.

P 4 2 0 2 2 A 0 2 1 2



(b) Explain how trade periodicals can be a trusted external source of secondary
research.

(c) Advise Jade on how the market research reported above could impact on
McCardle Cars Ltd’s overall marketing strategy.

(Total for Question 1 = 14 marks)

3
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Jade is reviewing the marketing activities of McCardle Cars Ltd.

2 (a) Outline one factor that can affect pricing strategies in the retail car market.

(b) Outline how McCardle Cars Ltd uses one type of new technology to promote their
business.

P 4 2 0 2 2 A 0 4 1 2



One objective of the vision statement is to develop a culture of customer delight
measured through feedback from customers, suppliers and community initiatives.

(c) Analyse how Jade could plan and coordinate the marketing mix to meet this
objective.

(Total for Question 2 = 10 marks)

5
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3 (a) Explain why an excellent after-sales service is important for McCardle Cars Ltd.

P 4 2 0 2 2 A 0 6 1 2



(Total for Question 3 = 18 marks)

7



Ryan McCardle believes that he and his sales team have an excellent track record in
selling cars and that this is their best promotional tool.

4 (a) Discuss whether personal selling is an appropriate promotional method for
McCardle Cars Ltd.

Jade intends to extend McCardle Cars Ltd’s marketing mix. Her first priority is to meet
the staff objective from the vision statement which is:

‘Ensure enhanced staff satisfaction through investment in their well-being,
professional development and recognising their value to the company".

(b) Evaluate the contribution of ‘People’in the extended marketing mix for McCardle
Cars Ltd.

P 4 2 0 2 2 A 0 8 1 2



(Total for Question 4 = 18 marks)

TOTAL FOR PAPER = 60 MARKS
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